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Abstract 
Intuit, Inc. is a business and personal finance software company founded in 1983 by Scott Cook and Tom 
Proulx. It is headquartered in Mountain View, California, and has offices around the United States and 
internationally. Intuit’s primary mission is to ‘power prosperity’, whether for small business owners, 
individuals, or accounting professionals.  
Intuit has three major business units: Small Business and Self Employed, Consumer, and Strategic Partner. 
Each business unit offers one or more flagship software platforms, optimized for specific customer needs in 
business accounting, professional tax preparation, and individual tax filing. Intuit’s major software flagships 
are QuickBooks (business accounting and management), TurboTax (do-it-yourself tax preparation), 
ProConnect (professional tax preparation), and Mint (consumer personal finance).  
This thesis focuses on Intuit’s Small Business and Self Employed business unit. It assesses the business’s 
current situation and provides strategic recommendations for continued financial and operational success.   
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Background and Current Situation 
Intuit is a publicly traded financial services software company, specializing in accounting and tax software. 
Their biggest products are TurboTax (personal tax processing), QuickBooks (small business accounting), 
ProConnect (tax professional services), and Mint (personal finance and budgeting app).  
 
Intuit was founded in 1983 by Scott Cook and Tom Proulx. Its first product was Quicken, personal 
accounting software for IBM PCs and the Apple II1. In 1993, Intuit went public2. Throughout the 1990s, 
Intuit introduced new products, including QuickBooks and TurboTax, which used the internet to connect 
users with experts and increasingly competed with Microsoft3. Since its founding, Intuit has acquired several 
competing software companies and increased its market share and product offerings.  
 
In FY2018, Intuit earned (in millions) $5,964 in revenue and $1,497 in profit (net income from continuing 
operations). Intuit currently employs nearly 9,000 people in 9 countries, though 95% of its revenue comes 
from the United States4.  
 
Intuit divides its business into three units based on the segment its products target: Small Business & Self-
Employed, Consumer, and Strategic Partner. This strategic analysis will focus on Intuit’s Small Business & 
Self Employed (SBSE) unit.  
 
Intuit’s SBSE unit focuses on small businesses and entrepreneurs in the United States and offers several 
software solutions. SBSE’s flagship software platform is QuickBooks, an accounting and bookkeeping 
program offered in both online and desktop models. SBSE also offers payroll, payment processing, and 
financing services. SBSE is currently led by Alex Chriss, who was appointed the Executive Vice President of 
SBSE in January 2019.  
 
Intuit’s mission, values, and current strategy are as follows:  
● Mission: Powering prosperity around the world. 
● Values: Integrity without compromise. We care and give back. Be bold. Be passionate. Be decisive. 
Learn fast. Win together. Deliver awesome. 
                                                   
1 Intuit Website. https://www.intuit.com. 
2 Yahoo Finance. "INTU." 
3 Fried, Ina. "How Intuit Managed to Hold off Microsoft." CNET. 
4 Intuit Website. 
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● Current Strategy: More money, no work, complete confidence in one Intuit ecosystem5.  
 
The mission, values, and current strategy apply across all the business units, but Intuit gets more specific 
about how they want to address the strategy with ‘True North Goals’ for each business unit.  
 
True North Goals for SBSE:  
● More money: Reduce days-to-paid, reduce hours of payroll run to funds settled, increase access to 
capital 
● No work: increase % imported transactions, automated work imported transactions 
● Complete confidence: increase % top tasks completed6 
 
Intuit’s strategy can be summed up as: ‘Developing one Intuit ecosystem that meets all the consumers’ 
personal and business financial needs’. 
 
The two major platforms for SBSE are QuickBooks Online (QBO) and QuickBooks Self-Employed (QBSE), 
both of which are cloud-hosted accounting platforms. Intuit also provides several more robust versions of 
QuickBooks run on the users’ own computer, which are typically made for larger businesses7. These versions 
are referred to as QuickBooks Desktop (QBD) and QuickBooks Enterprise (QBE), and for most purposes in 
this analysis can be referred to interchangeably as they are marketed together and their major functional 
difference is the scale of the organization they serve.  
 
Intuit is seeking to drive connections between users of its QuickBooks programs and its other programs, to 
improve retention on both. The main issue faced by SBSE is how to push beyond the accounting pigeonhole 
to provide solutions for an entire business, from accounting to taxes to payroll to growth financing.  
 
Situation Analysis 
Intuit’s business model focuses on creating customer value through trusted, effective software. 
                                                   
5 Intuit, Inc. Annual Shareholder Meeting. 
6 Ibid. 
7 QuickBooks Website. https://quickbooks.intuit.com/. 
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SBSE provides value in many areas of running a business, including invoicing, expense tracking, account 
management, and data sharing through the QuickBooks platform. Cloud-based versions of QuickBooks also 
provide mobile apps, through which users can view accounts and track expenses from anywhere8. 
 
QuickBooks creates revenue through several streams. QuickBooks Online uses a tiered subscription pricing 
model with different levels of functionality, charged on a monthly basis. QBO also generates additional 
revenue through add-on services, like payroll processing and server hosting. QBD and QBE platforms drive 
revenue through a one-time purchase, with additional revenue from extended user licenses and additional 
services.  
 
The major strategic activity of SBSE is developing the software it sells. Software, whether online or physical, 
is the primary product Intuit makes. As such, the biggest resources Intuit has are human capital and 
intellectual property. In terms of inputs and outputs, Intuit turns research and customer feedback into 
business management software with development knowledge and time. Because Intuit’s product is intangible, 
the major cost components it faces are the same as its resources: development expenses.  
 
Intuit pays teams of developers, testers, product managers, and researchers to create and continuously 
improve its software offerings in all its business units. Research & Development and General & 
Administrative costs together make up 31% of Intuit’s total net revenue. Behind human capital costs are 
selling and marketing expenses. In order to continue selling more software, Intuit pays marketing expenses of 
27% of total net revenue.  
 
 
 
 
 
 
 
 
Table 1: Expense Report9 
Expense Category FY2018 (in millions) % of Total Net Revenue 
                                                   
8 QuickBooks website. 
9 Intuit, Inc. Form 10-K. 
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Selling & Marketing $1,634 27% 
Research & Development $1,186 20% 
General & Administrative $664 11% 
Other (Amortization) $6 -% 
Total $3,490 58% 
(Please note these figures are for Intuit as a whole, Intuit does not provide detailed financial statements for 
individual business units.) 
 
External Analysis 
QuickBooks’ primary competitors are similar accounting software platforms like Quicken, Freshbooks, Zoho 
Books, and Xero10. Zoho Office Suite offers the closest competitor to the Intuit ecosystem, with an inclusive 
suite of tools for running a business (including CRM, bookkeeping, sales management, etc.). Xero and other 
competitors on the accounting platform side integrate with other software services for business management, 
like POS (Stripe, Square), website (Squarespace, Shopify), and general tools (Microsoft, Google). QBO offers 
an app store with integrations to many of these third-party services. 
 
Overall, the QuickBooks platform holds around 80% of the accounting software market share11. Its 
competitors are niche products that are not as popular except with small pools of product evangelists, and 
often don’t offer the same degree of platform integration as Intuit’s DIY accounting and tax products. 
SBSE’s current competitive strategy is to create an ecosystem of products that support all aspects of running 
a business or being self-employed, in addition to bookkeeping.  
 
 
 
Table 2: PEST Analysis 
Political Environment The current political administration is focusing on easing regulations to 
promote small businesses and entrepreneurship, potentially creating a larger 
customer base for Intuit. 
                                                   
10 Capterra, ed. "Top 10 QuickBooks Alternatives for Small Business Accounting."  
11 Ibid. 
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Economic Environment The economy is predicted to be heading into a downturn, which could lead 
to a reduction in small business activity. However, the National Federation 
of Independent Businesses reports an increase in optimism with small 
business owners, 22% of whom responded that now was a good time to 
expand their business12. 
Social Environment More people are supporting themselves as self-employed contractors in the 
‘gig economy’, creating a larger market for Intuit’s Self Employed software 
like QBSE. 
Technology Environment Increasing consumer trust in cloud technology and mobile security could 
create a steeper adoption trend for online financial platforms like QBO. 
 
Overall, Intuit’s Small Business and Self Employed unit faces few threats and plentiful opportunities in its 
external environment. There are many opportunities for expansion among both small businesses and self-
employed workers for QuickBooks, and Intuit’s dominance of the business management software market is 
not likely to be checked by any of its competitors in the near future.  
 
Internal Analysis 
Intuit is currently operating in a stable financial situation. Full financial statements can be found in Appendix 
A. Table 3, on the next page, is a summary of the operating results of Intuit’s business units and the company 
overall for FY2018.  
 
 
 
 
 
Table 3: Operating Results Summary13 
Business Unit FY2018 Revenue FY2018 Operating 
Income 
FY2018 Profitability 
SBSE $2,994 $1,257 42% 
                                                   
12 National Federation of Independent Businesses. "NFIB Small Business Optimism Index." 
13 Intuit, Inc. Form 10-K. 
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Consumer $2,517 $1,596 64% 
Strategic Partner $453 $281 63% 
Intuit Overall $5,964 $1,497 25% 
 
In FY2018, SBSE brought in $2,994 in revenue and $1,257 in operating income (both in millions), making it 
the largest contributor to revenue but the least-profitable business unit. This is likely because of its relatively 
wide product range. While the other business units focus on a few flagship products like ProConnect, Mint, 
or TurboTax, SBSE offers many different iterations of QuickBooks, all of which require their own dedicated 
teams of developers, managers, and researchers.  
 
In terms of capital structure, Intuit does not release business-unit specific financing data. As a whole, Intuit 
uses a debt-to-equity ratio of about 40%. This D/E ratio is calculated from the balance sheet (see Appendix 
A) as (current liabilities before customer fund deposits + long term debt) / (common stock + additional paid-in capital). The 
debt-to-value ratio is about 29%, and the debt-to-assets ratio is about 41%. Both of these ratios are also 
calculated from the balance sheet, using the numbers from the D/E ratio and total assets as their inputs. These 
relatively moderate ratios suggest that Intuit is reasonably leveraged for growth, but not overly exposed to 
default risk.  
 
SBSE’s biggest asset is its intellectual capital. The various codebases for QuickBooks and its supplementary 
programs are incredibly valuable. Although public accounting rules mean that competing software could 
easily be created, Intuit’s interconnected product ecosystem means that the company has a relatively high 
goodwill asset ($1.6 billion)14. In conjunction with its codebase, Intuit’s human capital is its biggest resource. 
By maintaining a wide and deep talent pool with experience working with its systems and encouraging 
innovation in its culture, Intuit can maintain its competitive products and continue to develop more.  
In terms of physical assets, Intuit holds a comparatively low amount in its property, plant, and equipment 
account ($0.8 billion). Intuit maintains a strong cash position of close to $1.5 billion15. Although this huge 
cash balance could be criticized as an inefficient investment, it means that Intuit is almost always poised to 
make an acquisition and maintain its market dominance.  
 
                                                   
14 Ibid. 
15 Intuit, Inc. Form 10-K. 
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Core and Distinctive Competencies 
Online financial software holds many of the same core competencies, which apply to all SBSE platforms and 
most of Intuit’s other products: 
● Security: keeping data secure especially online and in transfer 
● Accuracy: making calculations, applying rules of accounting and laws, doing everything right 
● Accessibility: 24/7 availability for business owners 
Intuit’s and QuickBooks’ distinctive competencies can be summarized as follows:  
● Developing an ecosystem to meet all business management needs  
○ QuickBooks does more than just accounting, integrates with other tools made by Intuit and 
others. 
● Integrating customer feedback to continue improving  
○ Intuit reintroduced a version of QBD for Mac after customers requested it. 
● Conducting extensive research to develop a customer-focused experience 
○ One of Intuit’s core values is ‘design for delight’, emphasizing its focus on extreme usability. 
 
Fit Evaluation 
In terms of leadership/situation fit, SBSE is fairly well positioned. Alex Chriss, the EVP and General 
Manager of SBSE, has a history of leading new platforms and business units in Intuit and as an entrepreneur 
before his career at Intuit.16 He has experience developing new technology (such as the QuickBooks App 
Store) and new business units (Self Employed businesses), and as a leader with 14 years at Intuit who has 
been promoted from within several times, he likely has the trust and respect of his colleagues. Because of his 
experience launching new ventures, he’s likely to continue innovating within SBSE and to be open to changes 
in technology and business models.  
 
Overall, Intuit’s SBSE business unit has many strengths and relatively few weaknesses in its organization and 
business model. Although its profitability could always increase, it is in a stable, if cautious, financial situation 
and has strong leadership. QuickBooks has a strong reputation for covering its core competencies and 
continues to deliver on its distinctive competencies, especially the strength of its design and integration with 
the Intuit ecosystem, which is reflected in its True North goals and core values. Operationally, SBSE has 
many strengths that stem from its wide product base and commitment to customers. Financially, SBSE is 
stable but has room to improve. 
 
                                                   
16 Intuit Website. 
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Strategy Goals and Evaluation Criteria 
Goals and Objectives 
From a financial perspective, SBSE should strive to improve profitability, return on assets, and return on 
equity in any strategic decision making. Operationally, SBSE should (and already does) focus on improving 
customer satisfaction through its design and functionality decisions. Any strategic decision should also 
address current trends outlined in the PEST analysis (see table 2 above), especially increases in self-
employment and preferences for mobile and cloud-based software accessibility. 
 
Evaluation Criteria 
Because SBSE is Intuit’s largest business unit from a revenue perspective, its comparatively low profitability is 
a point that should be improved by any strategic objectives or changes in the business unit. Additionally, 
SBSE has the lowest ROE and ROA of the three segments (see Appendix B).  These metrics should also be 
improved by any strategic action. From an operating perspective, strategic actions should result in 
improvements in customer retention, customer acquisition, and Net Promoter Score. Intuit itself also outlines 
several metrics for success in its True North goals for SBSE (see the top of page 4). 
 
Strategy Alternatives 
Alternative 1: Reduce Number of Unique QuickBooks Offerings 
There are currently 10 different versions of QuickBooks offered on Intuit’s website, counting all pricing tiers 
of QBO, QBSE, and versions of QBD. It’s relatively easy to determine if you need QBO, QBSE, or QBD, 
but once you have to make a decision about which level of functionality and pricing you need, the purchase 
decision becomes a lot harder. In some cases, it’s easier to make a decision when presented with fewer 
choices. In many cases in QuickBooks, the pricing difference between versions of the same software is the 
number of authorized users and increasing tiers of support. In order to increase customer satisfaction and 
prevent analysis paralysis attrition, SBSE should reduce the number of unique QuickBooks offerings.  
This strategic move is highly feasible. It requires some thought about how best to combine features to reduce 
pricing tiers, but ideally, QBO would have 3 tiers (rather than 5) and QBD would have 2 to 3 versions (rather 
than 4). It makes sense to offer your product at different levels of price and feature package, and in different 
delivery methods, but at a certain point customers will become overwhelmed rather than pleased with the 
choices available.  
 
This strategic action aligns well with Intuit’s goals of increasing user base and customer satisfaction and could 
be measured by tracking Net Promoter Score in a split test. It could also improve profitability by reducing the 
development time and resources needed to maintain such a large product selection.  
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Alternative 2: Bundle QuickBooks with SBSE-Oriented Products from Other Business Units 
Intuit’s main strategy is to create a product ecosystem that meets all the financial management needs of a 
small-to-medium business or self-employed person. By creating a one-purchase option to bundle the 
appropriate QuickBooks version with the appropriate payroll, point-of-sale (POS), financing, and tax—either 
DIY ( TurboTax) or professional (ProConnect)—software, Intuit can effectively hand SBSE customers an 
interconnected business management package on a silver platter.  
 
This strategy would require coordination between Intuit’s three business units and some accounting work to 
determine how to allocate revenue and expenses but would provide a lot of momentum to Intuit’s ecosystem 
and a sales boost to its more niche products. It could be evaluated by measuring revenue changes, especially 
for smaller product lines like payroll processing and POS. It could also be measured through tracking 
synergies of marketing, sales, and management expenses between business units and the cost savings of 
consolidating some of these functions.  
 
A one-stop-shop for SBSE customers is a strong step toward creating Intuit’s goal of a trusted, all-
encompassing business management software ecosystem. It would allow Intuit to consolidate costs and 
expand its market share, and bring in revenue for smaller product lines that existing customers of 
QuickBooks might currently purchase elsewhere.  
 
Alternative 3: Stop Selling QBD, Focus on QBO/SE 
Cloud computing has become increasingly robust in the last few years and has created an opportunity for 
SBSE to consolidate QuickBooks into an entirely cloud-hosted business model. Barring a few enterprise 
clients who require their own hosting regardless, SBSE could pursue a strategy of discontinuing desktop-
hosted QuickBooks versions in favor of an online-only model. There are many advantages to online-only 
QuickBooks: the ability to push continuous updates, creating more flexibility for developers and easier fixes 
for bugs, the continuous revenue stream of a subscription model, instant backups, and access on any device 
are just a few.  
 
The biggest challenge of discontinuing QBD is convincing dedicated desktop customers to switch. SBSE 
might lose a few diehard desktop users, but if it offers an incentive or discount to ease the pain of switching, 
the transition should go fairly smoothly. The biggest measure of this strategy’s success is an increase in 
profitability and a decrease in the costs associated with developing QBD. There will be some increased 
variable costs associated with scaling up QBO, such as needing additional support staff and increased server 
space for cloud hosting, but hopefully, they will be outweighed by cost savings.  
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In order to determine feasibility, Intuit should run a scenario analysis of their projected revenue if varying 
levels of QBD customers switch to QBO. Because Intuit doesn’t release customer numbers or individual 
product revenue data, the analysis can’t be run here, but it would be very valuable in deciding whether to 
pursue this strategy.  
 
This strategy falls in line with Intuit’s overall strategic goal in that QBD is much harder to integrate into a 
product ecosystem than QBO. Because it’s hosted on one computer and doesn’t require internet access to 
run, QBD doesn’t link to other Intuit products or 3rd party applications. QBO can naturally share data with 
TurboTax, ProConnect accountants, and Intuit payroll and POS software, making it an easy choice to use 
these products in conjunction with QuickBooks. By funneling customers into QBO, Intuit can increase 
adoption of its other products and retain customers who feel their needs are being met by the Intuit 
ecosystem.  
 
Strategy Recommendation 
The strategies detailed in the previous section have varying levels of complexity, feasibility, and strategic 
value. The alternative likely to have the most strategic value for Intuit’s overall goal of creating a holistic 
product ecosystem, and for SBSE’s goals of processing more transactions and creating less work for users is 
Alternative 2: bundling QuickBooks with other compatible Intuit products.  
 
On an enterprise level, this strategic decision meshes completely with Intuit’s mission, values, and strategy. A 
bundled purchase powers prosperity by converting existing customers of one Intuit platform into customers 
of many and helps create the product ecosystem envisioned by Intuit’s leadership. In terms of corporate 
strategy, purchase bundles enable Intuit to promote their more niche products and theoretically reduce churn 
by providing more services to their customers. QuickBooks customers who might not have known about 
Intuit’s POS and payroll software, and might have left QuickBooks for a platform that offers both more 
obviously, would be more likely to stay with QuickBooks for the potential savings of unifying these processes 
with their accounting software.  
 
On the business unit strategy level, bundling purchases allows SBSE to compete better with business 
management software suites that offer more than just accounting and bookkeeping services, like Zoho, and 
those that offer easy integration with third-party services, like Xero. By smoothing data transfers between 
platforms like QBO, Intuit Payroll, Intuit POS, and TurboTax or ProConnect (the virtue of the ecosystem), 
SBSE creates a better user experience and lessens the work of managing a business.  
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On a functional and operational level, this alternative will require coordination between multiple functional 
teams. Each version of QuickBooks’ team will need to work with teams from the software platforms that are 
being integrated into the package. Pricing and marketing decisions need to be made in collaboration between 
teams and leadership, based on customer and market research.  
 
A study by Yale School of Management researchers found that the practice of bundling resulted in an overall 
increase in revenue, despite some cannibalization (customers of the bundle would not purchase the software 
in the bundle individually)17. Additionally, offering a bundle with some components discounted led to a 
shorter sales cycle, incentivizing customers to purchase the bundle earlier (and therefore subscribe for longer).  
 
Currently, SBSE has a proto-bundling option on QBO purchases, by offering customers the option to ‘add 
on’ payroll services to their QBO subscription. The add-on purchase is offered at a 50% discount, with 
additional fees per employee. Although financial data for this specific product set is not available, it’s a safe 
assumption that Intuit would not offer this add-on option if it were not proven to be more profitable than 
selling the two services separately. Pending research and testing on the best package configurations and 
pricing, it follows that a bundled package option would increase revenue by incentivizing customers to 
purchase services they otherwise might not.  
Implementation Plan 
Implementing bundling options for SBSE-oriented products will essentially create an additional product line 
for SBSE alongside the QuickBooks platform and supplemental products. This line will not require its own 
marketing and sales team, because the products contained in the bundle are already marketed and sold by 
existing teams. Technical support and software development and maintenance can be managed by the 
existing teams, with new resources added as revenue grows (just as they would be without the bundling 
option).  
 
Sequence of Implementation 
1. Assemble research, sales, and marketing teams. Make necessary outside hires, internal transitions. 
2. Conduct customer and market research to determine most effective bundling options (which features 
work best together to form a cohesive pricing tier? Which services make most sense together for a 
model customer?). 
3. Assemble 3 to 4 software bundles for different use cases. Split test for validation, keep the best 2 to 3 
for a full launch. 
                                                   
17 Kumar, Vineet, and Timothy Derdenger. "The Benefits of Bundling." Center for 
     Customer Insights.  
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4. Introduce bundled packages on the QuickBooks website. Offer existing QBO customers limited 
discounts to switch to a bundle package.  
a. Market bundled packages separately from, but in conjunction with, stand-alone QuickBooks. 
These steps should take place over the course of approximately 4 to 6 months, to allow enough time for 
training, research, and testing.   
 
Projected Results 
Niche product user bases (payroll, financing, and POS) should increase as bundle sales grow. Bundle sales will 
cannibalize from stand-alone QuickBooks sales but will drive increased revenue to SBSE. Profitability should 
increase because revenue for the unit has increased while costs have remained relatively the same. Because the 
bundles will not be marketed as a separate product line, marketing and sales costs should not inflate as much 
unless SBSE decides to change strategies.  
 
Increased user engagement with the broader Intuit product ecosystem will lead to improvements in SBSE’s 
True North goal metrics. More payroll users will improve customers’ days-to-paid and more financing users 
will improve capital access (more money). Greater ecosystem engagement will drive customers to import and 
automate more transactions because they can do all their work in one place (no work). Experience with the 
security and usability of the ecosystem will increase customer confidence, and therefore retention (complete 
confidence). The success of implementing this strategy can be measured through all of the above metrics, in 
addition to overall business unit profitability and user base size.  
 
Contingency Plans 
The biggest risk to a successful implementation of the strategy is cannibalization reducing profits. If bundle 
pricing is poorly tested, users who might otherwise purchase a more expensive version of QuickBooks could 
actually cost Intuit lost revenue by purchasing a cheaper bundled option that meets their needs. Hopefully, 
SBSE’s research team would be able to fix this error, but in the event that it cannot be fixed without seriously 
damaging customer goodwill, an abandonment option should be built in as a contingency plan.  
 
In the abandonment option, at given intervals for the first few years of a project, an assessment of the 
project’s success and rate of return is done. If the rate of return is below the projected rate of return at the 
same time had the project not been initiated, the project is abandoned. Existing customers are transitioned 
back to the separate software platforms, and dedicated project employees are either laid off or transitioned to 
other roles within the company.  
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The abandonment option should probably be evaluated at increasing intervals as the project in question gains 
stability and grows its customer base. Ideally, an evaluation at 3, 6, 12, and 24 months would be enough to 
ensure that early success of the bundling project was not a fluke, and that the strategy is profitable enough to 
be continued. In the event that the project is not successful enough at one of these intervals, the bundle 
options can be wound down in between 3 and 6 months and the customers can be transitioned back to 
individual software purchases.  
 
Conclusion 
Overall, Intuit’s Small Business and Self Employed unit has a strong strategic position. It has a strong market 
share, a reputation for reliability and security, few threatening competitors, and a stable financial position. In 
order to execute Intuit’s overall company strategy of building a robust business management software 
ecosystem, and to improve SBSE’s comparatively lackluster profitability, SBSE should launch a new line of 
software bundles, combining QuickBooks with tax, payroll, POS, and financing software. Economic studies 
have shown that there is a marketing and financial benefit to product bundling (as evidenced by subscription 
boxes and cable companies), and an external analysis indicates that now is a good time for Intuit to work to 
expand its user base. The adoption of product bundles will improve SBSE’s financial performance, and fulfill 
Intuit’s major goals: more money, no work, complete confidence.  
Appendix A: Selected Financial Statements 
 
Income Statement 
(in millions) 2018 2017 2016 
Net revenue:    
Product $1,462 $1,376 $1,289 
Service and Other $4,502 $3,801 $3,405 
Total net revenue $5,964 $5,177 $4,694 
Costs and expenses:    
cost of product revenue $112 $120 $131 
cost of service and other revenue $850 $677 $599 
amortization of acquired technology $15 $12 $22 
Selling and marketing $1,634 $1,420 $1,289 
research and development $1,186 $998 $881 
general and administrative $664 $553 $518 
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amortization of other acquired intangible assets $6 $2 $12 
total costs and expenses $4,467 $3,782 $3,452 
EBIT $1,497 $1,395 $1,242 
interest expense -$20 -$31 -$35 
interest and other income (expense), net $26 $3 -$4 
EBT $1,503 $1,367 $1,203 
income tax provision $292 $396 $397 
net income from continuing operations $1,211 $971 $806 
net income from discontinued operations $0 $0 $173 
net income $1,211 $971 $633 
    
basic net income per share $4.72 $3.78 $3.73 
shares used in per share calculations 256 257 262 
    
diluted net income per share $4.64 $3.72 $3.69 
shares used in diluted per share calculations 261 261 265 
    
cash dividends per common share $1.56 $1.36 $1.20 
 
Balance Sheet 
 
(in millions) 2018 2017 
Current assets:   
cash and cash equivalents $1,464 $529 
investments $252 $248 
AR $98 $103 
income taxes receivable $39 $63 
prepaid expenses and other current assets $184 $100 
current assets before funds held for customers $2,037 $1,043 
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funds held for customers $367 $372 
total current assets $2,404 $1,415 
long term investments $13 $31 
PPE $812 $1,030 
goodwill $1,611 $1,295 
acquired intangible assets $61 $22 
long term deferred income taxes $87 $132 
other assets $190 $143 
total assets $5,178 $4,068 
   
current liabilities:   
short term debt $50 $50 
AP $178 $157 
accrued compensation and related liabilities $369 $300 
deferred revenue $961 $887 
other current liabilities $191 $178 
current liabilities before customer fund deposits $1,749 $1,572 
customer fund deposits $367 $372 
total current liabilities $2,116 $1,944 
long term debt $388 $438 
long term deferred revenue $197 $202 
other long term obligations $123 $130 
total liabilities $2,824 $2,714 
stockholders' equity:   
common stock $3 $3 
APIC $5,335 $4,854 
treasury stock at cost -$11,050 -$10,778 
accumulated other comprehensive lost -$35 -$22 
retained earnings $8,101 $7,297 
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total stockholders' equity $2,354 $1,354 
total liabilities and stockholders' equity $5,178 $4,068 
 
Statement of Cash Flows 
 
(in millions) 2018 2017 2016 
Cash flows from operating activities    
net income $1,211 $971 $979 
adjustments to reconcile net income to net cash:    
depreciation $228 $214 $195 
amortization of acquired intangible assets $25 $22 $43 
share-based compensation expense $382 $326 $281 
pre-tax gain on sale of discontinued operations $0 $0 -$354 
loss on sale of long-lived assets $79 $0 $0 
deferred income taxes $51 $8 $70 
tax benefit from share-based compensation plans $0 $0 $59 
other $6 $13 $17 
total adjustments $771 $583 $311 
AR $5 $5 -$20 
income tax receivable -$1 -$44 $64 
prepaid expenses and other assets -$31 -$9 -$10 
accounts payable $12 $0 -$23 
accrued compensation and related liabilities $75 $10 -$11 
deferred revenue $66 $83 $192 
other liabilities $4 $0 -$22 
total changes in operating assets and liabilities $130 $45 $170 
net cash from operating activities $2,112 $1,599 $1,460 
    
cash flows from investing activities    
purchases of corporate and customer fund investments -$407 -$352 -$934 
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sales of corporate and customer fund investments $128 $359 $1,165 
maturities $286 $183 $187 
net change in cash and cash equivalents $5 -$68 $58 
net change in customer fund deposits -$5 $68 -$33 
purchase of PPE -$38 -$102 -$416 
capitalization of internal-use software -$86 -$128 -$106 
acquisitions of business, net of cash acquired -$363 $0 $0 
proceeds from divestiture of business $0 $0 $463 
originations of term loans to small businesses -$137 $0 $0 
principal repayments of term loans from small businesses $82 $0 $0 
other $3 -$45 -$13 
net cash provided by (used in) investing activities -$532 -$85 $371 
    
cash flows from financing activities    
proceeds from borrowings under revolving credit facilities $800 $150 $995 
repayments on borrowings under revolving credit facilities -$800 -$150 -$995 
proceeds from long-term debt $0 $0 $500 
repayment of debt -$50 -$512 $0 
proceeds from issuance of stock under employee stock plans $295 $226 $197 
payments for employee taxes withheld -$199 -$153 -$108 
cash paid for purchases of treasury stock -$272 -$839 -$2,264 
dividends and dividend rights paid -$407 -$353 -$318 
other -$1 -$1 -$6 
net cash used in financing activities -$634 -$1,632 -$1,999 
    
effect of exchange rates on cash and cash equivalents -$11 $9 -$2 
net increase (decrease) in cash and cash equivalents $935 -$109 -$170 
cash and cash equivalents at beginning of period $529 $638 $808 
cash and cash equivalents at end of period $1,464 $529 $638 
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supplemental disclosure of cash flow information    
interest paid $19 $42 $37 
income taxes paid $245 $430 $389 
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Appendix B: Return on Assets and Return on Equity Calculations 
 
Business Unit ROE  
SBSE 106.37% 
Consumer 160.65% 
Strategic Partner 157.16% 
  
Business Unit ROA  
SBSE 48.36% 
Consumer 73.03% 
Strategic Partner 115.18% 
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